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The MH370 incident demonstrated an unprecedented international humanitarian response from the 
technology sector. This study attempted to have a deep insight about online users’ perceptions 
towards the portrait of this incident by the social media in Malaysia and China. Social networking 
sites such as Facebook (in Malaysia), Weibo (in China) and Wechat (in China), become the public 
opinion field that illustrates sorts of openness and negotiation in Malaysia and China. This study 
argued the technical and social knowledge to work with social media represents a steep learning 
curve for crisis managers who are used to working with traditional new media, as there is a 
significant relationship between empowerment of social media and effectiveness of crisis 
communication. The result of survey indicated different level of engagement with the content 
posted on social media in these two countries. This study proposes social media strategies that will 
be an integral part of any organization’s plan to respond to an accident or major incident. 
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